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How To Arrange Your 
Seating And Table Settin g; 

A national poll indicate* tluit a significant majority of Americans 
<61 %) favor separa te non-smoking and smoking sections or no 
restrictions in restaurant*—further support for providing an 
accomTDQcbtinj* mi vironroent for customers. 


The Accommodation Seating Formula contained in this section 
^'ill help you develop appropriate non-smoking anj smoking 
sections by monitorIng the seating preferences of yuui customers. 
OtKet tip to consider include: 


’ Test consumer preference for nonsmoking and smoking 
aectioos by using the Accommodation Seating Formula and 
configuring your seating accordingly. 

* CJse signage to identify your non-smoking and smokir^ secEionfs). 



• Be aware of your restaurant' s ventilation flow and designate 
non-smoking and smoking biotw accordingly. 

* Consider pbring your “core " smoking area closest to the 
budding's main air return duct to ItniU the possible desft 
of tobacco smoke. 

* Utilize existing architecture] features wherever possible 
to configure your non -smoking and smoking sections 
(«* consider using elevated areas as smoking sections}. 

‘.grange, your seating configuration so that non-smokers 
are not required to pass through the smoking section. 

• AUocate wine of the best taWw for «ch iwtiun 
window or booth). 

Chaffy wparet* and designate areas to accommodate 

• twn-smi^tx and suKjktts. 



.'lie Accommodation Soatinff Foiwuila 

Tliesc six Steps and the following worksheet can help you 
ictciminc the percentage of searing that should be allocated to 
our nun-siti.de. ins and smoking seethes tasc-don customer 
reference You will be able to determine the overall table sires 
on need for each section as well as whether ot not seating 
references vary by da ypart ox wcckpait. 

AfV each patty their smoking preference when they make 
a telephone reservation o* arrive at yout cestauiant- 

Tmck this information for two weeks, using duplicate sheet* 
of rhe attached worksheet for non-smoking and smoking as 
well as for each daypart (lunch, dinner, brunch). 

Group the (racking sheets for each Jaypaft into two 
categories: weekday and weekend - 

. Gather the sheets by daypw (e.g. all weekday lunches) 
and combine the total number of parties from each sheet 
for a sand total number of parties. 

•’ Divide the number of panic* of each size (e.g, total number 
of 1-2 tops, total number (if 5-d raps, ere.) by the grand 
total twnther of parties for each lUypart and category 
(e.g. •-'«ck J.iy lunch, weekday dinner, weekend dinner. 
ivel l end brunch) to deterniinc the number of rable sizes 
y".j i:,c.! r 5ch dayp:»»» I’** • ■ ■ ••■ - 


(\ Make note of discrepancies between weekday and weekend, 
patten • Also, compare daypart totals to ace if drey vary. 

If signdleant differences exut by daypnrt or week |ort you 
may want to vary the sire of your sections ii> march consumer 
preferences more closely. 
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iow To Bc Art Acctrmmdduring Setter • 

^■rvew, because they are extremely visible and directly 
rtcnct the most with customers, probably embody the 
Mat J the restaurant more than any other employees. 

.i a server, it u critical to provide the highest level trf 
rstotoer service during the dining experience. 

Before greeting your customers, inspect their table, chdt* 
and Ac surrounding nr* lor cleanliness- Make sure that 
ashtray* are empty and clean and that there are no ashtrays 
on [he table if it is in a non-Mnoking area. 

Cheerfully greet your aew customer*. 

Immediately check with the boetfhostew or manager 
to reseat guests who ore not happy with their searing. 

(See the *How to Handle Customer Complaints’ section 
on Page 23 of the Source Book). Remember that the 
customer is always right. so do everything in your power 
to provide him or Iwt with a pleasurable experience. 

• Notify the numaget if you have » problem with a 

cuaiotncr 11, lot example, he ot she becomes disruptive^ £ 
or begins to smoke in a nonsmoking area. 

* Carry an extra pock of matches or a lighter to 
assist your smoking guests Know where lu obtain 
cigarettes on behalf of your poking 
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Enhancing Customer Service (cunt.) 

,iin.B III I II ■■ 

Axhtrtty Quide l'or Servers 
And liii.-i Employees 

* Cup for cover) ash troys when walking through the 
restaurant to eliminate stray ;whcs from fulling onto the flour 
or tables. Remove capped ii»li«r:iys from the ftiMe quietly mid 
replace them with demi ashtrays- A Ido, cup iishtiuyx when 
walking through the kitchen area. 

* Empty ashtray 8 and dispose of ashe* jusk before each 
course served, even if there Ls only one cigarette in 
un ashtray. Replace ashtrays after two cigarettes ure 
extinguished, even if between courses. Extinguish 
sttidd er in g ashes before disposing. 

* Remove ashtrays after each nival mid clean 

■ Wipe table clear of ashen, matches, cellophane wrap arid 
cigarette packages, 

* Make sure turn-smoking tables do not have ashtrays 
on flknii and that there arc adequate numbers ut ashtray* 
and honk* uf mate lies itvniluhfi- on smoking tables 

(two ashtrays for six tof« and three atJumy'ifor eight tops). 
Also, remember to place ashtrays in all arras of your 
restaurant where smoking is permitted, including restroom*, 
wailing areas, lounges, etc., law perm it ring. 

“ It possible, have a separate section available on your bus 
<art where yon can properly dispose of ashes. Carry dean 
ashtrays, if passible, 
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How To Handle 
Customer Complaints 

Knowing Kcnv to handle customer complaints properly can help 
you ensure a high level of custoiocr Jatisfection. Situations 
involving complaints hfsoali be viewed r* opportunity to 
Kxxxnroodate euncwpcrt and establish repem business. 

Wfteit : lk>uif[iig Customer Complaints: 

• Ahlook lot w»7« to prevent negative situations 
. fro* occurring. 

►Be sincere tod cxyctu genuine ctwtm by listening to 
customer* and determining the nature of their complaint*, 

• Let customer* lew* that you uodtntaod bc» they fed 
and ipdoglu for any inconvenience. Make sure you use 
the words Vwy or'apcA^se 1 * because they tell customer* 
that you have acknowledged their complaints. 

'• > •' Infer* customers that your mtuanai strives to 

•ccoaunodarte a| of its patrons and that you are eager to 
Wlk* kutc every CurtotQer’) dining experience b pleasurable. 

jfc* Ififtnpihtt, tdoegecutKincnloauditr settkn 
’-■* (he rharU mow to their liking, 

I \ * If » £oceans ask costoaicn to walk to a 
•Or privMr a res .:t the restaurant rodiscuss the comfiaiftt. 

V-^' A#tw iht has b«o corrected, a*k customers 

i | if there b myihlng rdse yon e» to make their 

v dining «.ipcrktvr c pJeawtfnHc. . 

\ \ * &«0i0B*k*c l^v^t q^HoBCcs to*|n>ctvri^ **# 

•T) aat*h«rs « they aiv can kam front the situations. 

• Require *H Wxff member* to uic quupaieat mit of 

c rr 'X**pl*in:s. ihotild cither handle the 

fXTOipUlnJ pcr*in»Jh nr avrhoor* the rtatf to -Jo ao. 


X aenWarUllinjf Customer Complaints, Never ; 

i jiott of get wpy wkhthe customer. 

4jl to »cy •swry" or “spolcglre.* 
ia*e ethet employees oc customer*. 

•SCO* the sitoatkw with other asCWKr*. 

id to make changes in procedures, lot hid trig seating 

riu^emen»,tof<ckiC<the rfekcifutsueoccu>Trt>c<s. . 

wToI;iKOur«geCit>toiiu!rCom(){!fl)ice 

fit £Mf If a guest B men snaking H a tWV'SmofcatgonM, 
approach the table ttuh a pcnXhx ft<X* <4 
hW, «afierajf in hand. . 

NAGIR; 'GfloJtwnfe*! _Jl®" 

the TWflBfr on duty.' 1 ®* terrftfy snny, btfwe 
Me yen xaued m a notwmJung otfa. lurwtf 
Hh to offer you the wry n«l tM* H* the smokitf 
urea or you nicy mwfce » our bar, lounge vr 
vottmi atco. I npolopte/b* the jnctwcrurncc.' 

Oft«rt, tht guest will say? 

CtEST* “No, 1 adl j»ar put it ot*i Db yev 

RINACIRfY**.' 


MMlUini 
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How To Handle 

Customer Complaints (amt.) 

EXAMPLE #2: 

PROBLEM: A guzsi u seated in the non-srnijking station, mw the 
smoking section f CL-rofJcms luuSy to (he server 
ihutfo cansmdisntfJtc, 

Sf.RV t'Ri '1 am terribly sorry that t?«5 oaW: is umuris/aaor} 

to >ou, sir. Out rcstaur^n 10 great tangifw to 
separate searing and enhance ventMtkm so that our 
uon-sniokhtff and smoiutg customers are comfortable. 
May I offer you another table rfi/ir « taued c. farther 
distance from iw suu^kbig setrion?"* 


Often the guest will &ayi 

GUfcfrT. “Yes, that would he. fme.” 
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U'i. c g aid jnjfanaciMi 

about HVAC systems, 

■■■ ■'» ■■■■xtmeai* Ibr&nr 

-f :A -722-'X}9S. : 



Enhancing Your 
HVAC System 


A property performing air handling system is a key factor in 
enhancing the comfort of alt your customers. You skidd consider 
implementing a regular maintenance and cleaning program for 
your heating, ventilation and air conditioning (HVAC) system, 
it may be advisable fot one person to rake responsibility fo» tire 
day-vo-day concerns ind management of this effort. For free 
advice and information about HVAC systems, call the 
INvironment* Hotline at 1-800-722-9093. 

Creating areas for non-smofcm and smokra can help enhance 
overall indoor ait quality when those areas work in conjunction 
*'irli iV.e re*^niraot r s HVAC system. Consider the following to 
r* Ip define ■ hr h-o solutions for your particular holding; 

Outdoor air should He Introduced through the ventilation 

sy jkm ro dilute the pa ; i :«late» that cause odors In die 


• Air direciioujl flow is |>mof a ventilationsystem that« 
be control W ro reduce -he drift of smoke and odors. 


Typical HVAC design promotes rhe mixing of air as it comes in 
i hreufth the ait supply diffusers. Return grilles are located to 
make sure the air is mixed and not "short-circuiting* across the 
ceiling- Many complaints about "smoke drift" occur when the 
air movement from the supply air blows across the smoking area 
into the nua-sluoklug area. This can he addressed in. two steps 1 , 
situate non-smoking areas where the air enters the room and 
pushes smoke away; then, locate smoking areas near return or 
exhaust grilles, where the smoke will be drawn to the exhaust. 






IIIIUHIIU 

impair 


29 


Source: https://www.industrydocuments.ucsf.edu/docs/zgfp0003 


Enhancing Your HVAC System 





2061037307 



feWwncini; Your 
HVAC System (amt.) 


Tkrc arc always variation on At trayi HVAC iyvctw jn 
designed if you koepyour tysftm cltan ar,J in e<K l u[vm . 

"* Ctiiditioo, with ait adequate supply rfcnixt air, yo„'|| | uv , 
matte a pied nan. Here art sum; of (he prattled steps you or 
your HVAC maintenance oitiyony may »ish to ttmskler: 

• Operate tbc HVAC system according it manufacturer^ 
•mltucriona. fct instance,,here should be ajeqautc ^tsl* 
air iot.lt and vet*. .Wi be ley, o,«m duringeperttiot,. 

* Oyurat* the HVAC system properly for acceptable 
temperature and humility. A tjualifiej HVAC tpccialst 
Can lielp yen wish this, 

w it)' nubiieryarwe profvbSKMVyU drat they aw 
‘ ^ **■!?*, h kt n, thaoswiat and iruchlnery calibration 

* Lbcik Mir UU<rs f ■* Quality and fit- Clean and tt-place 
FrFl^r-s wbeft needed. 

> Inip-ettke-inter,., of the .» bamilmp unit leben 

f.irrr*. rk fv„ WD is dry and the drain 

b | T <r.Vfh 

• < all Vulble >errt grille:; to L r i;n-Hv .m ifc*, and 

dlJT hjli-up. 


• UcM prate l„„ tbr ItiCcJaeaa esba.isr duet,. » 

iuCiritli-r tnrrf , einifuriy rKnt lyveLdve, in rj-,*, T y 

* '•>' ana aeMnul yutu alt hendlir,,; «oit. 

let tVhris. na:l, „ kn„, U„l air (k< 

dicwJwm iK-jr nf rreib.fc 4 , jr } Llflp )[,,,, U . M 


•: and/<* paint exterior uofti w prevent W*V RcafV h 

cot*u$»ft ueatr«i\t if in coattal areas exposed to **U air, 

• > If yon rerit>p@c€, check youf lease to sec if it include* the 
services of an HVAC indtitenance special*** V & doea* ^ 

sure to schedule regular mairuehanM Inspection* with them 
lfnc*. ask yquf butiding ownet/nunaget to consider including 
such a service, 

• Fix a lest of consulting ergiiwore in your aw. call the 
American Consulting Eogincers Council (ACEC) at 

{202J M?*?4?4. Ask fothe-kfembcr^lp Record- £fcfwtnvfft'-< 
There :> ;* tec far rSs !n:. ACtO >.:>*> »l*r*’■efi-r v. i,mi t.x j! 
jhjptcr in r*n *r«. 
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Your L ocal/State laws 

If you -He not id ready familiar with Hu- laws that may dictate 
specific smoking regular ions in ytxir area, it js advisable ro chcc 
with yn»ir focal or state ccgrauront association or Chamber of 
Commerce to ensure that yon arc complying. You should obtain 
and review applicable statutes, regulations, and ordinance* and 
keep topics of votn state and local laws for easy reference. 

If a customer has a specific question, you will have easy access 
to the actual laws or ordinances. 
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Signage 

ComiriLmjcaiingyourstriking policy to custolucre is very impor¬ 
tant. Participating in The Accoraniodal it in Program isa positive 
way to inform your customers clearly that you welcome everyone 

Accommodminn signage te available to you FREE 0 / charge. 

The Accommodation Program Symbol will help you to 
communicate that you have made special provisions for both 
vour non-smoking and smoking customers. 

necid — Place the decal on the door or window of your front 
entrance so that your customers know before they elver your 
restaurant they are welcome. 

Plaque — The plaque can be hung on the wall or placed on 
your host/hostess station. 

Table Tents — The two version* of the table tent# reading 

“Thir is the Non-Smoking Section" and "Thus is the Smoking 
Secrion" will help identify each table. 

Call 1 -800-929-1414 to request The Accommodation Program 
caralog, and use it to order FREE materials and signage. 


it 
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Public Relations 


Now that you have taken steps to ac<x>mmo<fatv the preferences cf 
all customers, it is time to get the word out about your Commitment 
to customer .service. There are a who It: host of ways to do this. 
Here an.- a few: 


few example* of print media contacts and their interests include: 

llH ] Eiit t > r — If you have an expertise in food preparation, 
make yourself available as a source of authoritative 
information to this editor. 


Publicity 

Restaurants have many ftpporrnnines to promote themselves 
through puMieiry effort*. Publicity generally refers to free media 
exposure such as restaurant reviews, articles in local, regional oi 
national publications and short features on tele visum and radio- 
It i* beneficial because ir can create public awareness, increase 
traffic, enhance your reputation, p<*sibly boost sales and generally 
keep the public informed about your restaurant. 

But what constitutes news’ Introducing a light luncheon menu; 
dining [(Kim expansion ur rcmivddinfi; jeseturam involve mart in 
a community event; or a major appointment or promotion are all 
examples of newsworthy information about your establishment. 



To get your news ‘our on rhe street" V uu should be aware of the 
principal local publicity outlets in your area. They can include: 
daily newspapers, weekly suburban newspapers, special 
interest publications, TV/radio stations, and city 
magazines. 


h important to become familiar with the restaurant 
your community and their editorial interests if 
I't already. Beyond restaurant critics, there are a 
number of other media contacts that may be inrereffeJ in 
news from your establishment. 


38 


i,viness Editor — This editor may he interested in your 
managerial staff hirings, promotions or other business- 
related activities. If you come across an interesting article 
in a restaurant trade magazine, especially surveys or trend 
stories, you may want to pass it on and offer your perspective. 

ileal "EstateEditor — If V«J make major architectural changes/ 
interior facelifts or sign a new lease, let this editor know. 

Lifestyle ■Editor —This editor may be interested in staff members 
with unusual talent* or interests, or frti interesting story about 
one of your tegular customers. 

News Editor —Inform this editor if yon participate in 
community drives, hold a special event, know of a staff 
member who has performed a public service, or if you are 
involved in any other community-related activity. 


1/ you have a story idea and are not sure which editor to approach, 
call the publication or station acid ask for the city desk. You will 
be directed to the proper editor. You also may want to contact 
your state restaurant association for help in promoting your 
establishment. 

When, working with radio and television media, opportunities to 
get your story Dn the air are somewhat limited, but nor altogether 
impossible. One example of the type of on-premise events that 
might make it onto a news broadcast would be a function 
involving a focal political figure or well-known celebrity. 


Mlllllllll 
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Pufciic Relations (cant.) 

Another broadcast opportunity is the talk show. You may warn co 
consider contacting the producer of a local TV or radio talk show 
and suggest a segment on a food- or restaurant-related topic. Your 
suggestion should be of broad genera) interest such as changing 
patterns m dining out, new ways to stir-fry, or gopd restaurant 
manner, i<» name a few. 

Additionally, you may want to develop a short paragraph describ¬ 
ing your establishment that can be used in restaurant guides or 
other such publications. Be sure to mention your food style, hours 
of operation, credit cards accepted, and other special customer 
services such as The Accommodation Program- 

Direct Mati 

The direct mail technique is a great way to inform, persuade 
and remind your established and potential customers about your 
restaurant. The opportunities to use direct mail are almost 
inexhaustible. 

Here is a small sampling: 

* Announce a new tesrauraw opening 

* Announce new menu items or ocher amenities 

* Announce new customer service program — 

The Accommodation Program 

* Introduce special promotions 

* Extend bmhday/jtnniversary wishes 

* Offer private rooms for .special or business events 

* Share rave reviews with patrons 

* Welcome a new business neighbor to the community 

Direct mail can be very coir effective since tt offers flexible timing 
and can target specifically the customers you wish to reach. 


Community Relations 

A vital aspect of your promotional activities it the cultivation 
of frietltfclrips with other member! of the hospitality iraW 
For example, get to know the major hotels in your community. 
Encourage them to direct hotel guests to yout establishment when 
restaurant lecummendalinns are requested 


It also is wise to mulce similar contacts With the local taxi com¬ 
pany. While it may be impXKiiblc tospesk with every cab cuvet, 
you may want to talk to the dispatcher ami leave information (nr 
coupons! about yout iratauiant fot him ut her to distribute. 


Additionally, make your establishment known to the luge 
employers in your community. You may want to attract employee 
and company entertainment business. 





Source: https://www.industrydocuments.ucsf.edu/docs/zgfp0003 
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Public- Relatinns (cor.t > 

iitteuta*..- - _i -f. .. • 

Ct ' i S )'*« A t/lt* • ; 

At some point, the media may ask yno specifically about 

The Acconw n Program. The tV>[low-mg messages 

may help you respond: 

* “W ■ i ogpite that all guests are important regard!e^ot lheu 
preference to nor smoke or smoke." 

“ “We neither advocate smoking nor encourage non-smoking; 
we are providing a service to all out customers." 

" “We participate in The Accommodation Program and display 
the symbot because «v‘re responsive tu the preferences nf 
both non-smokers and smokers.” 

* “We arc aware that some people prefer to be seared in a 
nmvsmokins section and thar others ejijoy smoking u-heii 
they dine.” 

■ “We demonstrate our commitment to customer service 
by participating in "Hie Accommodation Ptngram which 
accommodates noth nun-smoking <»nJ smoking preferences 
and encourages paying attention to overall areas of customer 
service including proper ventilation, mom copfiguration and 
other service-related itsuej.* 

* "As a business establishment, we prefer tu manage cut own 
busirtos and voluntarily satisfy the non-smoking arid smoking 
preferences of all our customer*." 


imiiiiiitt 

*2061037813* 



Source: https://www.industrydocuments.ucsf.edu/docs/zgfp0003 
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Telephone/Resource 

Directory: 

The Accommodation Program.-.,.—...(800)929*1414 

i ! (To order additional FREE n\al«tals) 

INvittmment® Hotline............. (800) 722-9093 

(For FREE HVAC information) 

| American Consulting Engineer* Council (ACEC)... (202) 347*7474 

'• (Associailcn provides a list of consulting engineer* in 

your area Jot a fee. ACEC can also refer you to a local 
chapter in your are*.) 

jg£ .1015 Fifteenth Street N.W., Suite 302 

Washington, DC 2CG05 


National Rc*iaurantA*sociacioti,........«.................. (202) 331*5900 

1200 Seventeenth Street, N.W. 

Washington, DC 20036*3097 

For t««W> updoui on pending legislation....... 1 (800) NEWS-NRA 
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Source: https://www.i 


For easy reference, use tire following section to fill 
in the names of your local and state associations: 

Your Local and/or State Restaurant AwociationU): 

__ ( ) ____ 










